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Changing the way we work for the better of all Victorians
This Ideas Paper has been developed by the Victorian Council of Social Service (VCOSS) 
to shape discussions within government and across community sector organisations on 
how we can work together more effectively to support better outcomes for those who 
we work with. 
The paper points to the broad issues, concerns and outcomes we believe should be 
addressed through the Victorian Government’s Service Sector Reform Project.
10 priority areas to improve government and community services to 
achieve better outcomes for all Victorians
1. Structure services around the needs of the person, not around service models or 
program silos
2. Meet the different needs of different geographic regions
3. Develop place-based approaches to best meet the needs of local communities
4. Pursue better collaboration between and within government, community sector 
organisations, philanthropic organisations and the corporate sector 
5. Link up government and community services so there is ‘no wrong door’ 
6. Focus on better prevention and early intervention
7. Recognise the lifelong impact of trauma and strengthen cultural competence
8. Use data so it supports better planning and outcomes not just processes
9. Structure funding to support best practice and foster innovation
10. Maintain and build on the expertise and social capital of Victorian community 
sector organisations
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What is the Service Sector Reform Project?
The Hon. Mary Wooldridge, Minister for Community Services, Mental Health and Women’s 
Affairs, announced the Service Sector Reform Project in May 2012.
The Project includes community sector organisations funded by the Department of 
Human Services (DHS), Department of Health (DH) and Department of Education and Early 
Childhood Development (DEECD).
The Sector Reform Project is part of the Government’s broader reform agenda outlined 
in Human Services: The case for change, which was released in December 2011. That paper 
discusses the need for system-wide change to better assist vulnerable Victorians, tackle 
disadvantage, and move towards a more person-focused human services system.
The Service Sector Reform project is being led by DHS, in conjunction with the Office for 
the Community Sector and VCOSS.
Why VCOSS wants change
As the peak body of the community sector in Victoria, VCOSS’s strategic vision and day-
to-day work is identifying, addressing and working to eliminate social and economic 
disadvantage. This means VCOSS is focused on finding ways to achieve better outcomes for 
all Victorians.
Victorian governments and the broader community have long benefited from both strong 
leadership and innovative policy and practices in the sector.
Community sector organisations involved in providing vital services in Victoria are part of a 
large and diverse national not-for-profit sector, which makes up 8 per cent of employment 
and contributes $43 billion to Australia’s gross domestic product (GDP).
VCOSS and many in the community sector have long called for service sector reform to 
achieve better outcomes for vulnerable people.
We seek that change based on the understanding and evidence that the greatest savings 
and benefits can be gained from:
•	 early intervention – not waiting for a crisis to unfold
•	 integrated services – making sure that services are focused on people, not service 
models
•	 place-based solutions – that recognise local need and support local initiative
•	 flexibility of services – no ‘one size fits all’ model
•	 scaling up good practice and investing in innovation
•	 asking the right questions about what needs we are trying to meet.
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What should service sector reform deliver?
•	 Better outcomes for all Victorians, particularly those experiencing social and 
economic disadvantage
•	 A service system that is both people-centred and family-centred 
•	 Services that are easy for people to navigate and access
•	 Effective and efficient ways to address entrenched disadvantage and increasing 
complexity
•	 Best practice and innovation that are scaled up across the system 
•	 Services that are both cost-effective and value best outcomes, not outputs
•	 Better collaboration across government and the community sector 
•	 Program design and delivery that includes organisations and users
•	 A stable, flexible, productive and skilled paid and voluntary workforce to deliver 
services to the community 
•	 Fair and realistic prices for service delivery 
 
 
Reform: what are some of the challenges? 
•	 Population growth, demography and movement of people, particularly in outer 
metropolitan and rural and regional Victoria
•	 Policy, funding, professional practice, and gaps in skills that block collaboration
•	 Victoria’s changing economic and financial environment
•	 Maintaining the elements of a diverse service system that enable positive outcomes 
and strong connections to community
•	 Evaluating improved efficiency, productivity, sustainability and effectiveness
•	 Ongoing complexity of regulation and red tape
•	 Deciding who carries the risk and where risk aversion inhibits innovation
•	 A reform process that can focus on better outcomes, not just saving money
•	 Major gaps in back office and IT infrastructure 
•	 Understanding that transition is complex, long-term and will require support
•	 Shaping a service sector that can deliver person-centred support
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Service sector reform– Victorian Government agenda items 
This table is a snapshot of priorities for reform outlined in a range of key statements and 
publications produced by and for the State Government. 
Human Services: 
the Case for 
Change
All Victorians should be able to access the care and support they need, when 
they need it. (p.1)
Key systemic issues around current service delivery that need to be addressed:
•	 The system is fragmented and poorly coordinated…
•	 A program focus instead of a people focus…
•	 Services only focus on one aspect of an individual…
•	 A traditional welfare approach that focuses on crisis support and 
stabilisation, and may encourage dependency…
•	 Focus is the immediate, presenting problems…
•	 Effort is not properly targeted to the right people
•	 Holistic service delivery is not compatible with the existing program-centred 
structure
•	 The workforce is constrained in silos.
Focus must be on improving Victoria’s services to identify at the earliest stage 
where vulnerable people and families are at risk. (p.11)
To achieve the transformative change outlined in this document, we must 
work in partnership with our workforce, our service delivery partners, across 
the Victorian Government, and with other levels of government in the human 
services system. (p.30) 
Victorian’s 
Vulnerable 
Children: 
Our Shared 
Responsibility
Services should represent value for money as well as making a difference to the 
outcomes for vulnerable children and families. (p.6)
Services should be person- and family-centred. They should be better integrated, 
based on the best available evidence, and more responsive to the needs of local 
communities and particular groups, including Aboriginal Victorians. We need to 
engage earlier, with more flexible support, recognising that people can, and do, 
recover.
Vulnerable families need more capable universal education and health services 
that identify and address their problems… (p.11)
Work will commence with peak groups and community organisations to identify 
opportunities for community sector reform across government funded services 
to ensure better management and more effective regulation. (p.17)
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Protecting 
Victoria’s   
Vulnerable 
Children Inquiry 
Report
[The] strategic relationship [between government and community sector 
organisations] needs to be long term and based on an explicit understanding 
of the respective and different responsibilities and roles of government and the 
community sector. (p.435)
PDRSS Reform 
Framework 
Consultation 
Paper
A framework comprising three highly interdependent building blocks for the 
program of reform:
1. Building organisational and system capability – a stronger, more sustainable 
system of area-based service providers delivering high-quality, well 
governed, efficient and effective services.
2. Remodelling programs and funding streams – streamlined and flexible 
programs/functions and funding models to deliver person-centred support 
as part of the move to client directed, individualised funding.
3. Streamlined service system configuration – high quality providers delivering 
a flexible set of services on an area basis to achieve acceptable standards of 
access, quality and efficiency.(p.iii)
Whole of 
Government 
Victorian Alcohol 
and Drug 
Strategy
The Victorian Auditor General report [Managing drug and alcohol prevention and 
treatment services] showed that the Victorian treatment system can do better. 
It identified themes of service fragmentation, inequity in the distribution of 
resources, structural issues in the workforce, a lack of leadership on prevention 
and problems with consistency and access to treatment options. The report 
indicated that reform of the treatment system is needed. (p.10)
Victorian 
Homelessness 
Action Plan
Action and setting the foundation for reform, with a focus on prevention and 
early intervention, innovation and partnerships, is required to break the cycle of 
homelessness. 
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Insights from the sector 
 
 
“The current model of public policy making, based on the reduction of complex problems into 
separate, rationally manageable components, is no longer appropriate to the challenges faced by 
governments and changes to the wider environment in which they operate.”  
J Chapman, System failure: Why Governments must learn to think differently, Demos, London, 2008, p.18. 
The following snapshots are from Victorian community sector organisations and point to 
the need and opportunity for change that brings better outcomes for Victorians. 
Mental health crisis assessment teams respond to geographical areas while people 
struggling with issues are often moving through crisis accommodation in different areas. 
They might be in a boarding house for a time, but then their money runs out and they 
have to move. Mental health services can’t follow them.
Due to lack of crisis accommodation/housing, young people often have to leave their local 
area to access services which impacts on their capacity to continue with education, social 
activities and maintain links to their community.
It’s not unusual for us to work with a young person in one program where the mother is in 
another and a sibling in yet another. This work could be better coordinated and we could 
get better outcomes for these families, if we had softer program funding and planning 
boundaries.
Culturally diverse people arriving into the region and there appears to be a lack 
of understanding about their needs and requirements by services and the general 
population. 
Adult services do not ‘see the child‘ when dealing with their client — the parent. These 
services need to reconceptualise (or conceptualise in the first place) their role in protecting 
children by seeing the adult client in the context of their family.
Leavers from state care are vulnerable young people who need the same ongoing support 
effective parents would give their children. For a child in the general population, leaving 
home is a process of transition; it takes time, with many false starts and recoveries, 
but with the continuing support of family and friends, a level of independence‘ can be 
achieved. Why would we expect it to be different for those transitioning from care, young 
people who, almost by definition, already have experienced disadvantage?
Contact us
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